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PETITION OF THE CITY OF Yoo

CHATTANGOGA TO PROVIDE 311 )y
)

SERVICES TO THE RESIDENTS OF |
THE CITY OF CHATTANOOGA DOCKET NO.

03-0097¢

On behalf 6f the City of Chattanooga, Tennessee, we are requesting that the

Tennessee Regulatory Authority approve the allocation of N11 Number (311) to the City
of Chattanoogsa for the purpose of providing public access to non-emergency police and

other governmiéiit services.

Background

The Féderal Communications Commission directed Bell Communications
Research (Belléore) in 1ts capacity as North American Numberlng Plan (NANP) to set
aside 311 as a éode to be used for the public to reach non- emergency police and other

government sétvices (Federal Communications Commission, First Report and Order and

Further Noticé &f Proposed Rulemaking, CC97-7, February 19, 1997). The Commission
required that whén a provider of telecommunications services receives a request from an
entity to use 311 for access to non-emergency police and other government services in a

particular jurisdiétion, that provider must ensure that it takes any steps necessary to

complete 311 &ills from the subscribers to a requesting 311entity.

Prior to tlie issuance of the FCC's First Report, the Authority reviewed requests

for the allocatioit of N11 numbers pursuant to criteria set forth in the Interim Order issued




on October 20, 1993 by the Tennessee Public Service Commission ("TPSC") in TPSC
Docket No. 92-13892 ("TPSC Order") to determine the most qualified applicant for
allocation of éaéli N11 number in each local calling area. The criteria included:
a. the ovérall financial fitness of the applicant;
b. the techiiical ability and willingness of the applicant to provide the service on a
permaitétit and continuous basis;
c. the ability and willingness of the applicant to abide by applicable TPSC rules and
policiés;
d. the ratés; services and collection p;?ctices to be utilized by the applicant;
e. the extétit and duration of the app'{%bant's service to the local community;
£. anticipatéd future uses by the community of the proposed service being offered by
the appligant; and
g. the typé &f information services to be provided by the applicant over N11 and its
relativé vilue to)the public and local community.

(Tennessee Régulatory Authority, Petition of Contact Ministries, Inc. to Provide the 211

Information afid Referral Services, Docket No. 02-00126, March 12, 2002).

Petition for 311.8ervices

~In Februaty 2003, the City of Chattanooga (‘the City") plans to launch a "one call
center" to enablé its residents to call one phone number to gain access to non-emergency
government séfvices. In developing the one call center, the City has looked to similar

centers in Baltittiore, Chicago and Dallas, among other cities. Each of these model cities



utilize "311" as thieir one call number. By this petition, the City requests the ability to do

the same.

The Applicant's Overall Financial Fitness

The 311 service will be provided by the City of Chattanooga, a political

subdivision of thié State of Tennessee that is governed by an elected Mayor and 9 member

FY 2003 Budgét enacted by the City Council in July 2002, the City projects General

Fund revenue totdling $146,170,526. The City's finances are subject to annual audit (see

it

Attachment A = 2001 Annual Audif). 5

The A lic';nt's Technical Ability and Willingness to Provide the Service

on a Péifitanent and Continuous Basis

b
¥

The City has a 33 member professional staff dedicated to providing Information
Services and télééommunication services to all City departments. Two staff members are
dedicated to fidfiaging and coordinating all telecommunications for the City. The City

uses Bell South s its principal local service provider.

The Ofié Call Center will be staffed - initially - by five City employees. They will
report to the Ditector of the Office of Performance Review (OPR). OPR's Director

reports directly & the City's Mayor.




As pait of the implementation of the One Call Center, the City has contracted
with Motorold, Ific. to provide both software for a citizen service request (CSR) system
and technical assistance. Motorola has assisted other cities in implementation of a one

~

call center - in¢liding the above-referenced cities that also utilize 311.

The City intends to provide the service on a permanent and continuous basis once

it is commencéd in February 2003.

The Afslicant's Willingness to Abide by Applicable TPSC Rules and Policies

5
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The City intends to full abide bﬁ;y and comply with applicable TPSC rules and

policies:

The Apslicant's Rates, Services and Collection Practices

The City does not intend to charge residents for use of the 311 service.

The Extéiit and Duration of the Applicant's Service

Currefitly; Chattanooga residents are required to select from numerous telephone
numbers at multiple City departments when they wish tor request a government service or
seek informatistt from the City (see, Attachment B - Blue Pages for the City of
Chattanooga). Upon implementation of the One Call Center, residents will be able to

continue to ¢all 911 for emergency services and a single number for all other City



departments (W'ftﬁ the exception of some non-emergency services at the Police and Fire

Departments):

Calls t thie following City departments and divisions will be handled by the One

Call Center anid, upon approval of this petition, 311:

a. Waste Résources

b. Codes and Inspections

c. Stormwatér Management
a. City Efigifieer
e. Traffi¢ ‘f’;p:
£. Neighbsrliood Services

g. Codes aiid Inspectiéns

h. EEO/Faif Housing

i. Animal Sérvices

5. Purchastfig

k. Persoritél

1. Head Start

m. Parks

n. Recredtiofi Centers

o. Arts afid Culture Programs
p. Social Séfvices

q. Office 6f the Mayor




At inééption, service will be provided from 8 a.m. to 6 p.m. during weekdays.
Additional sefvicé - during evenings, weekends and holidays - may be provided through a

message centef:

The Adificipated Future Uses of the Proposed Service

Upon §tiécessful implementation of the first phase of the One Call Center, the
City will considér utilizing the One Call Center - and 311 - for those non-emergency
services proviﬁé& by the Police Department and Fire ‘Department that are not a part of
this initial appliation. If Hamilton County were to pursue a similar One Call Center for
its departments; the City would also work with county officials to determine a meahsmof

utilizing 311 fo6f 4ll non-emergency government services in Hamilton County.

The Ty¥ps of Information Services to Be Provided by the Applicant and its

Relativé Value to the Public and Local Community

i

Impleriiéitation of the One Call Center and utilization of 311 will enable the City
of Chattanoogé & join a small, but growing, number of municipalities across the nation
that have focuséd on the need to both increase citizen access to government service and
enhance the aééduntability of government departments. Through the Call Center, 3 11
will be utilized & provide information about virtually all non-public safety City services.
Residents will b& able to call to request services (e.g. garﬁage pickup) and information

(e.g. operating ligurs for recreation centers).




At the safite time, utilization of a One Call Center - and the software being
implemented Wwith the assistance of Motorola - will enable the City to more accurately

track the perféritiance of City government.

Conclusion
Success of the One Call Center depends upon the City's ability to use an easy to

remember and &asy to use telephone number. Based on the historic national success of

of the same séfvides that the City expects to provide through the One Call Center, the

allocation of 311 will greatly enhance the City's ability to maximize the value of its

i

efforts.

Dated this 24" day of September, 2002

s /,/’ ) )

Mark Keil” V ,
Chief Information Officer

David R. ]\.',ich'en{hal S U
Director, Office of Performanc
Review




